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(d) Each CRO must be thoroughly fa-
miliar with the requirements of this 
part and the carrier’s procedures with 
respect to passengers with a disability. 
The CRO is intended to be the carrier’s 
‘‘expert’’ in compliance with the re-
quirements of this part. 

(e) You must ensure that each of 
your CROs has the authority to make 
dispositive resolution of complaints on 
behalf of the carrier. This means that 
the CRO must have the power to over-
rule the decision of any other per-
sonnel, except that the CRO is not re-
quired to be given authority to coun-
termand a decision of the pilot-in-com-
mand of an aircraft based on safety. 

[Doc. No. DOT–OST–2004–19482, 73 FR 27665, 
May 13, 2008, as amended at 74 FR 11472, Mar. 
18, 2009; 75 FR 44887, July 30, 2010] 

§ 382.153 What actions do CROs take 
on complaints? 

When a complaint is made directly to 
a CRO for a carrier providing service 
using aircraft with 19 or more pas-
senger seats, the CRO must promptly 
take dispositive action as follows: 

(a) If the complaint is made to a CRO 
before the action or proposed action of 
carrier personnel has resulted in a vio-
lation of a provision of this part, the 
CRO must take, or direct other carrier 
personnel to take, whatever action is 
necessary to ensure compliance with 
this part. 

(b) If an alleged violation of a provi-
sion of this part has already occurred, 
and the CRO agrees that a violation 
has occurred, the CRO must provide to 
the complainant a written statement 
setting forth a summary of the facts 
and what steps, if any, the carrier pro-
poses to take in response to the viola-
tion. 

(c) If the CRO determines that the 
carrier’s action does not violate a pro-
vision of this part, the CRO must pro-
vide to the complainant a written 
statement including a summary of the 
facts and the reasons, under this part, 
for the determination. 

(d) The statements required to be 
provided under this section must in-
form the complainant of his or her 
right to pursue DOT enforcement ac-
tion under this part. The CRO must 
provide the statement in person to the 
complainant at the airport if possible; 

otherwise, it must be forwarded to the 
complainant within 30 calendar days of 
the complaint. 

[Doc. No. DOT–OST–2004–19482, 73 FR 27665, 
May 13, 2008, as amended at 75 FR 44887, July 
30, 2010] 

§ 382.155 How must carriers respond 
to written complaints? 

(a) As a carrier providing service 
using aircraft with 19 or more pas-
senger seats, you must respond to writ-
ten complaints received by any means 
(e.g., letter, fax, e-mail, electronic in-
stant message) concerning matters 
covered buy this part. 

(b) As a passenger making a written 
complaint, you must state whether you 
had contacted a CRO in the matter, 
provide the name of the CRO and the 
date of the contact, if available, and 
enclose any written response you re-
ceived from the CRO. 

(c) As a carrier, you are not required 
to respond to a complaint postmarked 
or transmitted more than 45 days after 
the date of the incident, except for 
complaints referred to you by the De-
partment of Transportation. 

(d) As a carrier, you must make a 
dispositive written response to a writ-
ten disability complaint within 30 days 
of its receipt. The response must spe-
cifically admit or deny that a violation 
of this part has occurred. 

(1) If you admit that a violation has 
occurred, you must provide to the com-
plainant a written statement setting 
forth a summary of the facts and the 
steps, if any, you will take in response 
to the violation. 

(2) If you deny that a violation has 
occurred, your response must include a 
summary of the facts and your reasons, 
under this part, for the determination. 

(3) Your response must also inform 
the complainant of his or her right to 
pursue DOT enforcement action under 
this part. 

[Doc. No. DOT–OST–2004–19482, 73 FR 27665, 
May 13, 2008, as amended at 75 FR 44887, July 
30, 2010] 

§ 382.157 What are carriers’ obligations 
for recordkeeping and reporting on 
disability-related complaints? 

(a) For the purposes of this section, a 
disability-related complaint means a 
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